THE RECEPTION SECTION

IN SAHID KUSUMA RAYA HOTEL by Fajar Purnaningrum, Rina
 i 
THE RECEPTION SECTION 
IN SAHID KUSUMA RAYA HOTEL 
 
 
 
 
 
 
 
 
FINAL PROJECT REPORT 
 
Submitted as Partial Requirement in Obtaining Degree in the English 
Diploma Program, Faculty of Letters and Fine Arts 
Sebelas Maret University 
 
Rina Fajar Purnaningrum 
C 9305069 
 
 
ENGLISH DIPLOMA PROGRAM 
FACULTY OF LETTERS AND FINE ARTS 
SEBELAS MARET UNIVERSITY 
SURAKARTA 
2009 
 ii 
APPROVAL OF SUPERVISOR 
Approval to be examined before the board of Examiners,  
English Diploma Program, Faculty of Letters and Fine Arts 
Sebelas Maret University 
 
 
Title  : THE RECEPTION SECTION  
    IN SAHID KUSUMA RAYA HOTEL 
Name  : Rina Fajar Purnaningrum 
NIM  : C 9305069 
 
 
 
 
 
 
 
Supervisor, 
 
 
 
 
Yusuf Kurniawan SS, M.A 
NIP. 132 231 475 
 
 
 
 
 iii 
APPROVAL OF BOARD EXAMINERS 
 
Accepted and Approval by the board of Examiners, 
English Diploma Program, Faculty of Letters and Fine Arts 
Sebelas Maret University 
 
 
Report Title  : THE RECEPTION SECTION 
    IN SAHID KUSUMA RAYA HOTEL 
Student’s name : Rina Fajar Purnaningrum 
NIM   : C 9305069 
Examination Date : 30 April 2009 
The Board of Examiners 
1. Drs. Tri Wiratno, MA    (…………………………….) 
Chairperson NIP. 131 693 688 
2. M. Farchan M S.Ag.M.Ag (…………………………….) 
Secretary  NIP. 132 309 905 
3. Yusuf Kurniawan SS.MA (…………………………….) 
Main Examiner  NIP. 132 231 475 
 
 
Faculty of Letters and Fine Arts 
Sebelas Maret University 
Dean, 
 
 
 
Drs. Sudarno, M.A. 
NIP. 131 472 202 
 iv 
MOTTO 
 
"Where there's a will there's a way" 
 
“Good deeds need no praise” 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 v 
DEDICATION  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
           
       My beloved parents  
       My beloved big family 
       My beloved friend 
       My best friend  
       My self 
 vi 
PREFACE 
The writer would like to say thanks to ALLAH SWT and the Prophet 
Muhammad SAW who have given blessing in finishing this final project report 
entitled “The Reception Section in Sahid Kusuma Raya Hotel”. 
This final project is concerned with the receptionist’s responsibilities in 
handling the guests in Sahid Kusuma Raya Hotel. It was written after the writer 
did the job training in Sahid Kusuma Raya Hotel. 
The image of a hotel can be seen from the service given by the hotel 
staff in each department. Front Office Department is one of the departments in 
Sahid Kusuma Raya Hotel having important role in giving satisfaction to the 
guests. It needs a good cooperation and relation between the Front Office 
Manager and Front Office staffs in giving satisfaction to the guests in the first 
service. The excellent service and good personality in handling guests by the staff, 
especially the receptionists as the staff having the most direct contact with the 
guest are essential to make the guests comfortable. The writer choose this topic 
because, the reception section has big responsibility in building good image and 
impression about hotel and its service to the guests. 
This report is relatively far from being perfect, the writer hopes it can be 
beneficial for all of reader. Finally, the writer would like to thank all sides that 
have supported from the beginning until the completion of this final project. 
      Surakarta,  April 2009 
           
      Rina Fajar Purnaningrum 
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ABSTRACT 
 
RINA FAJAR PURNANINGRUM. 2009. The Reception Section in Sahid 
Kusuma Raya Hotel. English Diploma Program Faculty of Letters and Fine 
Arts, Sebelas Maret University. 
 
Hotel is a part of tourism industry having an important role in satisfying 
tourists. The guests’ satisfaction is important to build a good image of hotel. 
Therefore, it needs cooperation between the hotel staffs in each department. As 
one of the departments in hotel, Front Office Department has a big responsibility 
in giving good impression in the first service. Receptionist is a part of Front 
Office Department having duties to handle the guests’ needs well by giving an 
excellent service. 
The objective of this final project is to describe how the reception 
section in Sahid Kusuma Raya Hotel handles the guests. The services given by the 
receptionist are the reflection of the hotel’s image. It means that, a receptionist 
must be able to handle the guest professionally. The hospitality and good etiquette 
from the receptionists are useful to give good impression to the guests. Therefore, 
the reception section has important responsibility to improve the hotel’s image by 
giving an excellent service in every service. 
Based on the discussion of the data, it can be concluded that the 
Reception section has an important role in building a good image of the hotel by 
giving excellent service to the guests. With these result, it is hoped that hotel can 
improve the quality of service especially for Reception section in order to give 
satisfaction to the guests. 
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CHAPTER I 
INTRODUCTION 
 
A. Background 
Hotel is one of the accommodations that plays an important role in giving 
satisfaction to guests. Satisfaction is the main goal in hotel industry. Because of it 
the guests want to stay longer or go back again later to the hotel. To actualize it, a 
hotel must prepare the entry products that will be sold to the guests well. 
Excellent service is the most important key in handling the guests. Hospitality is 
the basic duty of hotel’s staff to give good impression to the guests. Besides, a 
hotel must be able to present its different characteristics in order to attract the 
guests’ interest. As one of the hotels in Solo, Sahid Kusuma Raya Hotel has 
different characteristic in serving the guests by providing traditional treatment in 
its every service. 
For culture lovers, this historical hotel has many to offer. The Javanese 
architecture building beautified with antique furnitures makes this four-star hotel 
different from the other hotels in Solo. The natural environment with exotic 
blossoms and shady trees extends the fresh atmosphere. The hospitality and 
Javanese etiquette of the hotel’s staff make every service ordered by the guest 
special. As a unique hotel, Sahid Kusuma Raya has power to make the guests 
comfortable during their stay, righteously the king in his palace. The role of each 
department in a hotel is important to make the guests comfortable. 
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Basically, Sahid Kusuma Raya Hotel can be divided into the following 
departments; they are Front Office Department, Human Resource Department, 
Food & Beverage Department, Marketing Department, Engineering Department, 
Accounting Department and Housekeeping Department. 
One of the hotel departments that is truly the nerve centre of the hotel’s 
operation is Front Office Department. In fact, the only direct contact most guests 
have with hotel employees is with members of Front Office staff. The functions of 
Front Office Department are to greet and receive the guests who come to the hotel 
then serve them immediately. As the first department met by the guest, Front 
Office Department does not only have big responsibility in handling the guest’s 
necessity from checking-in until checking-out but also handling the guest’s 
requests and complaints. Giving a good service is the obligation of front office 
staff to make the guests back again to the hotel. It needs a strategy and 
cooperation between the front office sections such as, Reception, Front Office 
Cashier, Telephone Operator, Reservation, Guest Relation Officer and Bellboy. 
Each section has its own responsibilities. 
Reception section as the main sub-department of front office has 
responsibilities to receive the guests, serve the guests and receive their complaint. 
Receptionist is the first staff who welcomes the guests at the hotel. It is important 
to make familiarity between the staff and the guests by having good 
communication in order to create good hotel atmosphere. Therefore, the first 
image of guests to the hotel comes from the receptionist’s service, so that the 
reception section has essential role in developing a strong image and deep 
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impression of the guests during their stay. Because of that reason, the writer is 
interested in discussing the reception section in handling the guests by doing an 
observation at the Front Office Department of Sahid Kusuma Raya Hotel Solo. 
The writer has done the job training in the Front office for two months, from 1 
February to 31 March 2008 to get necessary information. The writer chose the 
Front Office Department. Therefore, the writer wants to describe the reception 
section in Sahid Kusuma Raya Hotel in this final project. 
 
B. Objective 
The objective of this report is to describe how the reception section in 
Sahid Kusuma Raya Hotel handles the guests. 
 
C. Benefit 
It is expected that the report can give benefits to the writer, the hotel and 
the readers.  
1. The writer 
The report can give knowledge about the hotel field to the writer, especially about 
the Job Description of the reception section in a hotel.  
 
2. The Hotel 
The report can give benefits to the hotel by providing information about the 
activities of the hotel’s staff in serving the guest of Sahid Kusuma Raya Hotel. It 
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can help the hotel analyze the strategy to improve and promote information and 
service. 
 
3. The Readers 
The report can become a reference to the readers who are interested in hotel field, 
especially in reception section. The readers will know about responsibilities, roles, 
basic knowledge and job description of reception section in Sahid Kusuma Raya 
Hotel. 
 
 
 
 
CHAPTER II 
LITERATURE REVIEW 
 
A. Hotel Definition 
According to AHMA (American Hotel & Motel Association), a hotel is 
defined as “an establishment whose primary business is providing lodging 
facilities for the public. Hotel furnishes one or more of the following service: food 
& beverage service, room attendant service, laundry of linens and use of furniture 
and fixtures.” (Sugiarto and Sulartiningrum, 2003: 8). 
According to SK MenParPosTel No: KM34/HK103/MPPT-87, hotel 
maybe defined as: “Hotel adalah suatu jenis akomodasi yang menggunakan 
sebagian atau seluruh bangunan untuk menyediakan jasa pelayanan penginapan, 
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makan & jasa lainnya bagi umum yang dikelola secara komersil serta memenuhi 
ketentuan persyaratan yang ditetapkan didalam keputusan pemerintah.” (Sugiarto 
and Sulartiningrum, 2003: 9). 
According to Braham, hotel maybe defined as “an establishment held out 
by proprietor as offering food, drink and if so required sleeping accommodation 
without special contact, to any travelers presenting himself who appears able and 
willing to pay a reasonable sum for the service and facilities provided and who is 
in a fit state received.” (Braham, 1993: 173) 
Based on the definitions, it can be concluded that hotel is a kind of 
accommodation using partial or entire building to serve inn services, food & 
beverage and also the other services provided for public and commercially 
organized to get a profit. 
 
B. Front Office Department 
1. Definition 
Front Office Department must be able to present the characteristic of the 
hotel to the guests in order to attract their attention. Front Office is the location 
where guests get first experience when they arrive at the hotel. Front Office 
Department in a hotel is indeed the heart and the nerve center of the guests’ 
activities. Besides, Front Office has important role to get big income for the hotel 
by selling rooms. 
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According to Damardjati, Front Office is a hotel’s section as 
administrative and operational to handle guest’s rooming in hotel. (Damardjati, 
1995; 44) 
As one of the departments in hotel operation that is directly related to the 
guests, Front Office becomes an important division in hotel because of some 
reasons. 
a. Front Office is the center of hotel’s activities 
b. Front Office has important role to give hotel’s income by selling the 
room  
c. The first and the last image from the guests depend on the front office 
staffs’ services, especially the receptionist. 
 
2. Roles of Front Office Department 
Front Office Department plays important role in hotel operation. The role 
includes the following: 
a. Front Office is often called the nerve center of the hotel. 
Its staff members have direct contact between the hotel and its guests. 
From the room reservation until the check-out section. In majority, hotel 
guests may have little or no contact with hotel personnel except with the 
Front Officers. Therefore, the aim of the hotel operation in Front Office is 
to improve the service quality to the guests. 
b. Front Office is the communication center in a hotel. 
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The relation between the guests and hotel management is always through 
the front office, because front office is directly related with the guests and 
located at the front of the hotel. The guests can request their needs by 
informing it to the front officer. Hotel’s staffs get the information about 
the guest’s request from the front officer. Therefore, coordination between 
the hotel’s staff and guests is also through the front office. 
c. Front Office is the motivators center all of activities in hotel operation. 
Front Office Department is the activator of hotel operation by receiving 
the guests in hotel. After the front officers receive the guest in hotel, the 
staff in each department can start their activities to give the best service to 
the guests. Therefore, Front Office becomes an agent or a bridge between 
the guests and the hotel. 
d. Front Office is the first and as well as the last impression and image for 
the guests. 
Front office has responsibility to make the guests satisfied in the first and 
the last impression in order to build good image of the hotel. As the direct 
contact between the guests and hotel, front officer’s service is the key of 
the guests’ opinion about hotel. Therefore, the guests’ opinion about their 
satisfaction when they stay in a hotel is the best advertisement for the 
hotel.  
e. Front Office has the main role to increase the hotel revenue. 
The main purpose of the guests coming to the hotel is to check-in. It is 
front office responsibility to sell the room and the hotel products to the 
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guests when they come. Therefore, Front Office becomes the biggest 
revenue in the hotel operation, besides Food & Beverage Department and 
Marketing Department. 
Another opinion about the role of reception comes from Sulastiyono 
(1997: 67) in his book “Manajemen Penyelenggaraan Hotel”, he states that Front 
Office Department has important role as follows: 
1) Sales Person 
As sales persons, Front officers do not only sell the room but also the 
hotel’s products and facilities. Therefore, front office staff must know 
about all the things related to the hotel. They must offer the facilities and 
hotel products according to the guests’ needs. 
 
2) Administrator 
Front Office Department as administrator has essential role to record the 
room reservation, register the guest in house, and make room sales report 
and guest history. 
3) Bookkeeper 
Front Office Department is called bookkeeper because front office staff 
have functions to receive the guest payment, make room sales report and 
arrange cost operational budget. 
4) Attendant 
Front Office Department has a role to give best service both tangible and 
intangible products to the guests. For example, Front office staff must be 
 xx 
able to give clear information, an accurate registration and a comfortable 
room. 
All the roles of Front Office are important to improve the hotel’s 
reputation, because the guests’ opinion about the hotel and its services is formed 
largely by their impression of the front office officers. A good impression from 
the front office staff will build a good image of the hotel. 
 
3.  Job Description of Every Section in Front Office 
a. Front Office Manager 
Front Office Manager is the highest position in Front Office Department and 
responsible for controlling the operation and administration activities at the 
Front Office Department. The duties are: 
1) Maximizing hotel occupancy according to the company target 
2) Monitoring the procedure of check-in and check-out at front office desk 
3) Checking the accuracy of daily, weekly, monthly occupancy report, room 
sales recapitulation, expected arrival and departure list 
4) Holding regular meeting with the staff to make sure that each staff 
understands about hotel policies and operating procedures 
5) Monitoring the competition rate and room occupancy of the other 
competitor hotel  
6) Handling guests’ problems and complaints wisely 
7) Maintaining an open communication with the other departments 
8) Arranging the operational budget of Front Office Department 
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b. Receptionist 
In general, receptionist has responsibility for serving the guests professionally, 
friendly and efficiently. Receptionist should be able to improve and maintain 
hotel standard service and hospitality. The duties are: 
1) Handling guest’s checks-in and checks-out based on the SQS (Standard 
Quality Service) 
2) Checking the room situation (Expected Arrival rooms, Out of Order, 
Vacant Room, Room Ready for Sale) 
3) Informing to the guests about hotel facilities and policies 
4) Informing to Housekeeping and Room Service about Guest in House, 
5) Checking reservation for VIP (Very Important Person) and group arrival 
6) Making a daily report about room sale data and then submitted it to Front 
Office Manager. 
7) Confirming to the housekeeping about all the room status to anticipate 
‘walk in guest’ 
8) Making a note about everything related with daily activities in Reception 
desk in the logbook 
9) Maintaining the cooperation with the other staff and good relationship 
with the guest 
c. Reservationists  
Reservation is the important section in Front Office Department, because all 
activities in a hotel start from the reservation section. Reservation has 
responsibility in handling any reservation from the guests. The duties are: 
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1) Answering all incoming calls related with room reservation 
2) Following up room booking through both television and fax 
3) Confirming the incoming reservation to the guests 
4) Processing and finishing room cancellation and list of no show guest 
5) Giving information to the reception about the Expected Arrival Guest 
according to the guest’s reservation 
6) Participating to promote hotel products to the prospective guests 
7) Up-dating the change of information about guest reservation 
8) Keeping all reservation archives well 
 
 
d. Guest Relation Officer (GRO) 
GRO is a Public Relation officer in Front Office Department having 
responsibility of handling guests’ complaint about the hotel products and 
facilities. The duties are: 
1) Welcoming and determining that welcome drink has already been served 
2) Participating to promote hotel facilities and services or hotel’s special 
program in a certain period  
3) Preparing welcome letter for the Expected Arrival Group 
4) Asking for the guests comment about hotel services 
5) Giving special attention for VIP/VVIP guests 
6) Having good coordination with the other departments related with guest’s 
complaint. 
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7) Escorting the guest to her /his room and explaining the room facilities.  
e. Front Office Cashier (FOC) 
The management of FOC is under Accounting Department and supervised by 
Chief Accounting. FOC is responsible for handling all guest payments when 
they check out. The duties are: 
1) Serving the guest to store their valuables goods in Safe Deposit Box 
2) Checking the guests out and calculating the total charges 
3) Receiving payments from the guests on check out time 
4) Assisting the other staff in the Front Office  
5) Checking the Expected Departure Guests and Expected Arrival Guests. 
6) Preparing the guest bill 
f. Telephone Operator 
Telephone Operator has essential responsibility in coordinating the use of 
telephone system in a hotel. The duties are: 
1) Operating the switchboard accurately and efficiently 
2) Answering all incoming and out-going telephone both internal and 
external calls 
3) Serving telephone request either from the guests or hotel’s staff 
4) Serving wake-up call request from the guests 
5) Making the guests daily telephone and fax bill for the front desk staff 
6) Giving a priority of attention to the guest in-group and VIP 
7) Making telephone monthly report of the other department or extension 
8) Arranging weekly music and movie program 
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9) Participating in giving the information about the hotel service and products 
to the public by telephone 
g. Bellboy 
A Bellboy is responsible for handling the guests’ luggages when they check in 
and check-out. The duties are: 
1) Handling the guest’s luggages 
2) Delivering letters, newspapers, faxes, messages and documents to the 
guest room 
3) Preparing the work equipment to do the duty 
4) Maintaining the cleanliness and tidiness around the Front Office Desk and 
the Bellboy counter 
5) Providing taxi service for the guest if necessary 
6) Making cooperation with Front Office staff in serving the guests 
  
 C. Reception 
1. Definition 
According to Sulastiyono (1999: 65), Reception is a section having a 
responsibility to register the guest’s check-in.  
Reception as the front desk of the hotel functions as the bridge between 
guests and hotel. The person working at the front desk, whatever the job title, 
receptionist or guest service agent is a person who registers and checks the guest 
in and out.  
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Receptionists are responsible for handling check-in and check-out process 
of the guests and giving information about hotel facilities and policies to the guest 
(Foster, 1992: 81). Reception is an important section in a hotel because its job is 
related with guests. A receptionist has important role in building the hotel image. 
Receptionist has responsibility to make an agreements with the guests related to 
the hotel’s rate. Besides, the receptionist should give the explanation about the 
hotel and all information that the guests need accurately. Therefore, in this 
section, the receptionist needs extra knowledge and ability. Moreover, in handling 
the guests’ complaints the receptionist must be patient. The receptionist must give 
reason and explanation related to the guests’ complaints with no emotion. 
 
 
2. Basic Knowledge of Reception 
In handling the guests’ check-in, the receptionist should have basic 
knowledge about the followings: 
a. Room availability 
A receptionist must know about the room condition before it is sold to 
guests. 
b. Hotel and room facilities 
A receptionist must be able to give more information clearly about the 
hotel facilities, events and services to the guests. 
c. Type of room in hotel 
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Mastering the information about the type of room and the facilities inside 
the room is important to show the special quality of the room in order to 
attract the guests’ interest. 
d. Policy rate settled by the hotel management 
A receptionist must be able to determine the room rate based on the type 
of guest (individual or party) and based on the type of reservation 
(corporate or compliment) according to the policy rate. 
e. Courtesy in receiving the guests 
The etiquette of the receptionist to greet the guests is influential in 
improving the good image of the hotel. 
 
 
 
A. Sahid Kusuma Raya Hotel 
1. History of Sahid Kusuma Raya Hotel 
Sahid Kusuma Raya Hotel is located at Jl. Sugiyoparnoto 20 Solo near 
Mangkunegaran Palace. It was the legacy of Pakubuwono X, the King of Solo in 
1933 until 1939. He had title as Kanjeng Gusti Pangeran Haryo Kusumo Yudho. 
He gave his title and a palace in the north of Surakarta Palace (Ndalem 
Kusumayudan) to his son, Pangeran Bei who became Pakubuwono XI. 
Ndalem Kusumoyudan had been bought from Mangkunegaran IV and had 
been built in 1909 by Kanjeng Gusti Pangeran Hadi Wijoyo. The building 
architecture of this palace belongs to Javanese and Netherlands style. In 1961, this 
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palace was sold to IFCO, a bicycle assembling company. This palace was bought 
by PT. SAHID & CO in 1970. PT. SAHID & CO planned to build and renovate 
Ndalem Kusumoyudan became a big hotel. It was approved in PATA conference 
in 1974. 
On 26th October 1974, the hotel was legitimated by Gusti  Mangkunegoro 
VII, continued with making an epigraph taken by the Sukamdani Sahid Gito 
Sardjono as the president Director of Sahid Group. The minister of Transportation 
legitimated it again on 8th July 1977 with the name “Kusuma Sahid Prince Hotel”. 
Because the government was determined to use Indonesian language and changed 
all the foreign words in-to Indonesian, the name of this hotel changed into Hotel 
Sahid Kusuma in 1995. The names of the hotel in Sahid Group were changed by 
adding the name Raya for 4 star hotel and Jaya for 5 star hotel. Therefore, 
according to Sahid Group Regulation, the name of this hotel became Hotel Sahid 
Kusuma Raya. The word SAHID itself has a unique abbreviation. 
Serve the customer with love 
Attract the customer with smile 
Handle the customer with heart 
Impress the customer with friendliness 
Delight the customer with Indonesian hospitality 
In the fist operation, the hotel just had 36-bungalow rooms’ type. In 
October 1977, the hotel added 18 cabanas rooms (The rooms facing to the 
swimming pool directly), a swimming pool and a mosque. In July 1980, the hotel 
was reconstructed by adding 36 moderate rooms. In 1981, the hotel built a 
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luxurious room named Indraloka Royal Suite to welcome Princes Juliana & 
Prince Bernhard from Holland besides building 12 Standard Junior rooms and 
laundry plan. 
2. The Main Facilities in Sahid Kusuma Raya Hotel 
As the only traditional four star hotel in Solo, Sahid Kusuma Raya has 
main facilities as qualified of standard of four-star hotel. 
a. Guest Room 
- 36 Standard Moderate Rooms (The room facing  the garden) 
- 18 Standard Cabanas Rooms (The room face to the swimming pool) 
- 21 Deluxe Suite Rooms 
- 16 Superior Rooms (The larger room than standard with special furniture) 
- 7 Executive Suite Rooms (A deluxe suite room with a living room) 
- 6 Prince Suite Rooms (Two deluxe suite rooms in bungalow with a living 
room) 
- 2 Luxurious Rooms (The exclusive room completed with private bath 
room and guest bath room) 
- 1 Royal Suite Rooms (The former room of Princes Juliana and Prince 
Bernhard from Holland)  
b. Gambir Sekethi Restaurant 
Gambir Sekethi Restaurant provides many kinds of menus such as 
Javanese food, Chinese food and Western food for breakfast, luncheon, 
dinner, supper. Gambir Sekethi Restaurant opens 24 hours to serve the 
guests. 
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c. Madugondo Bar 
Madugondo Bar offers excellent cocktails, mock tails, liquors, any kinds 
of beers and snack. The guests can enjoy the live music from the singers 
there. Daily open is from 08.00 pm to 12.00 am. 
d. Tirtasari Sunken Bar 
The guests can enjoy fruit juice and soft drink around the swimming pool. 
 
 
 
 
 
 
e. Meeting and Conference Facilities 
Name Dimension Theatre Class Cocktail 
Budiono Mantili 14 x 26 400 - 400 
Pantiardjo 11 x 18 150 100 150 
Sriwedari 13 x 18 100 75 100 
Melati 12 x 6 50 20 30 
Tirtasari Room 12 x 19 400 200 350 
Dewandaru  5.5 x 9.6 40 20 - 
 
f. The other Services and Facilities 
1) Arcade  : Drugstore, Boutiques, Batik Shop, 
    Insurance, Souvenir Shop, 
 xxx 
    Internet Cafe          
2) Baby sitter      : On request 
3) Carwash       : On request 
4) Doctor    : On request 
5) Laundry and Dry Cleaning : Daily open at 
06.00 am – 06.00 pm 
6) Swimming pool   : Open at 
06.00 am- 09.00 pm 
7) Beauty Salon   : Open at 
08.00 am-09.00 pm 
8) Spa      : Open at 09.00 am-
05.00 pm 
9) Taxi service      : On request 
10) Flight ticket reservation             : On request 
11) Fitness centre       : On request  
12) Moneychanger, save deposit box, massage, 
fitness center and taxi. 
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CHAPTER III 
DISSCUSSION 
 
A. General Steps in Handling the Guest 
As a traditional hotel, Sahid Kusuma Raya Hotel has a unique way in 
welcoming the guests to the hotel. The receptionist in the Front Office desk has 
essential responsibility to welcome the guests. The uniqueness in welcoming the 
guests can be seen in the first performance of the receptionists in which they wear 
a traditional dress of central Java called Kebaya. The different performance is able 
to show special character of Sahid Kusuma Raya Hotel. Besides, the hospitality 
with Javanese etiquette from the receptionist gives unforgettable service to the 
guests. The receptionist has certain steps in handling the guests when they come 
to the hotel, they are: 
1. Greeting the guests 
The receptionist in Sahid Kusuma Raya Hotel has special greetings to 
welcome the guests to hotel by clinging both of their palms of the hand in 
front of the chest. To show the traditionality of Sahid Kusuma Raya, the 
receptionist uses two languages to greet the guests and one of them must be 
Javanese (English with Javanese or Indonesian with Javanese). For 
Example: 
- Good morning, Wilujeng enjang 
- Selamat Malam, Wilujeng dalu 
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2. Serving the guest’s needs 
Because of the Receptionists’ position in the front office desk, they do not 
only have a basic duty to serve the guest to check-in but also to serve all the 
guest’s needs when coming to the hotel. There are some guest’s purposes 
served by the receptionist when coming to Sahid Kusuma Raya, such as:  
a. The guests want to stay in hotel 
This activity is served by the receptionist directly 
b.The guests want to meet someone staying or working in hotel 
The receptionist in Sahid Kusuma Raya Hotel will invite the guest to sit in 
the lobby when the receptionist calls the person whom the guest wants to 
meet. To keep the guest comfortable when she waits for her friend or her 
family, a waiter provides a glass of traditional welcome drink specialty of 
Sahid Kusuma Raya Hotel called Beras Kencur (a Javanese beverage 
made of rice and herbs) or Kunir Asem (Medicinal beverage made of 
turmeric and tamarind essences). 
In this position, the role of the receptionist as an agent or a bridge between 
the guests and the hotel or between the guests and the guests is very 
important. 
c. The guests want to know about hotel information 
To get information about the hotel, the guests can read the information 
from the brochures or they can ask to the receptionist directly. The 
receptionist in Sahid Kusuma Raya has a role as the ambassador of the 
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hotel. The receptionist does not only have a responsibility to inform the 
guests about the hotel but also to persuade the guests to stay at the hotel. 
3. Thanking the guests 
It becomes a necessity of the receptionist to say thank you to the guest what 
-ever their business in hotel is in order to give the good impression to the 
guest in the last encounter. In this situation, the receptionist has the last 
opportunity to offer the strength of the hotel to the guest in order to make the 
guests go back to the hotel. 
To give the best service to the guests, Sahid Kusuma Raya Hotel makes a 
schedule for the receptionists. The receptionists’ schedule is divided into 3 shifts, 
they are: 
- The first shift at 7 a.m – 3 p.m 
- The second shift at 3 p.m – 11 p.m 
- The third shift at 11 p.m – 7 a.m 
In the front office desk, the are two Front Office Cashier staff from accounting 
department and two receptionists in each shift everyday, so this collaboration 
makes the activities of handling the guests more maximal. Basically, the general 
steps in handling the guests in Sahid Kusuma Raya Hotel is based on the meaning 
of the word “SERVICE”, smile for everyone, excellence in everything we do, 
reach out to every guest with hospitality, view every guest special, inviting guests 
to come back, creating warm atmosphere and eye contact that shows we care. 
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B. Handling the guests’ check-in based on the type of guests 
In handling the guest’s check-in, the receptionists in Sahid Kusuma Raya 
use a computer to make the operation effective. The Receptionists must serve the 
guests according to the procedure and guest’s category. 
1. Individual Guests 
Individual guests can be divided into many categories, namely: 
a. Guest with reservation 
The receptionists in Sahid Kusuma Raya Hotel have simple steps in 
handling the guest with reservation, because there are some data from the 
guest about their reservation in the computer and confirmation later arranged 
by the reservation section. Here is the procedure of handling the guest with 
reservation: 
1) Greeting to the guest  
2) Asking the guest’ name and address 
3) Verifying that the information in the computer is accurate 
4) Informing the type of room and room rate according to the reservation 
list 
5) Asking for the identification tag of the guest (ID, passport or driving 
license) 
6) Asking for the deposit (for one night stay)  
7) Giving the guest card, room key, breakfast voucher and two welcome 
drink vouchers to the guest 
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Although handling the guest with reservation is simple, sometimes the 
receptionists in Sahid Kusuma Raya face many problems, among others are: 
1) The room information in the Expected Arrival guest list is different from 
the guests’ inquiry. In this case, the receptionist should change the room 
list according to the guest inquiry and the room availability in the room 
status report. 
2) The receptionist does not find the data of the guest in Expected Arrival 
Guest list and the guest cannot present a written confirmation. In this 
case, the receptionist should inquire how and when the reservation was 
made. If there is the data about it, the receptionist must offer the other 
room according to the room availability list.  
b. Walk-ins 
Walk-ins are people who come into to the hotel without reservation and ask 
for a room. To handle this category, the receptionists in Sahid Kusuma Raya 
Hotel have the following procedure: 
1) Greeting  the guests 
2) Checking the list of rooms ready for sale  
3) Offering types of room in Sahid Kusuma Raya Hotel from the highest 
price room to the lower price room (Up selling strategy) 
4) Asking about the length of stay  
5) Asking for the identification tag of the guest (ID, passport or driving 
license) 
6) Asking for the deposit (for one night stay)  
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All the data of the guest are entered into the computer 
7) Giving registration form to the guest 
8) Giving a guest card, guest key, two welcome drink vouchers and 
breakfast voucher 
9) Escorting the guests done by a bellboy 
2. Groups or Party 
The category involves a substantial number of guests who may all arrive at 
or about the same time. It is better to make a reservation before the check-in day. 
The committee from the group must send the name list of the guests (usually, it is 
sent by facsimile) to the hotel. In this case, it needs cooperation between the 
reservation section, reception section and the committee to make room list for the 
guests. The list should indicate the type of the accommodation, type of room, type 
of bed and name of the guests sharing a room. In handling the groups, GRO 
(Guest Relation Officer) of Sahid Kusuma Raya Hotel has duty to prepare the 
welcoming letter for all the rooms ordered by the committee. The receptionists 
and GRO must settle the welcoming letter and guest key in an envelope 
conforming to the guest’s name and room number. After all the data are complete, 
it is ready to set up in the Expected Arrival Guest List in-group column in the 
computer by the receptionists. On the check-in day, the receptionists are ready to 
register the guests with complete data and preparation. The procedure is: 
- Welcoming the guest, the Management of FO Department and F&B 
Department have special treatment by giving welcome drink and face towel 
(warm and cool towel) to the guests in order to give fresh atmosphere. 
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-  Registering the guests by comparing their ID with the data in the computer 
- Giving an envelope containing welcome letter and guest key for each guest 
- Escorting the guests done by the bellboy 
All of the services and accommodation are paid by the sponsor (committee) 
when they make reservation. The Sahid Kusuma Raya Hotel management gives 
special price for this category. 
 
C. Handling the guests check-out 
Actually, check-out activity is handled by the Front Office Cashier. Front 
Office Cashier is one of the sections in the Accounting Department having a duty 
to register the guests’ check-out. Front Office Department in Sahid Kusuma Raya 
Hotel has good cooperation with Accounting Department in order to make the 
process of receiving payments in checking-out time efficient and accurate. In 
addition, the Front Office Cashier is positioned at the Front Office desk next to 
the Front Office Management. Here are the steps in handling the guest check-out:  
1) Asking for the key room  
2) Checking the data in the computer according to the key number 
3) Preparing the bill 
4) Calling the waiter to check the bar while the guests register their check-out 
5) Accumulating the cost 
6) Informing the cost to the guests 
7) Receiving the payment 
8) Asking for the guest’s signature on the bill 
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9) Giving the bill in an envelope to the guest 
10) Thanking to the guest 
 
D. The Other Activities of Receptionist 
1. Giving Information 
A receptionist has duty to give information to the guests. It is related with 
the function of receptionist as an intermediary between the hotel and guests. In 
giving information to the guests, the receptionists must be able to persuade the 
guests to stay in the hotel. It means that the receptionists must take this 
opportunity not only to inform the guests about the hotel but also persuade the 
guests in order to stay in the hotel by explaining the special quality of the hotel.  
The hotel management of Sahid Kusuma Raya Hotel provides some 
documents and brochures as source information about the hotel. The documents 
and brochures contain the hotel’s facilities, types of rooms, facilities inside the 
room and room rate. The receptionist can use the document and brochures to give 
information to the guests accurately and completely. The guests can get the 
information by visiting the hotel directly by using telephone. 
The information given by the receptionists to the guests must be accurate 
and clear to avoid misunderstanding between the guests and hotel management. 
Good personality is needed to show good image in the first impression in every 
service.  The receptionist must have smart appearance, politeness, tolerance and 
patience in serving the guests.  
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2. Answering the phone 
The receptionists of Sahid Kusuma Raya Hotel also serve the guest’s 
requests by phone. Therefore, they have the most contact by telephone with the 
guests besides the telephone operator. It is important to have good communication 
skill and good telephone manner because the receptionists are effectively the 
voice of the hotel.  
Greeting is the first thing heard by the caller. The receptionists of Sahid 
Kusuma Raya Hotel always greet callers by identifying their division and name. 
There are two ways of greeting to the caller: 
a. If the telephone comes from outside the hotel, the 
receptionists will greet the caller by saying “Good Morning, Sahid Kusuma 
Raya Hotel, Tia speaking. May I help you?”  
b. If there are three or four digits number turning up on 
the screen of the telephone, it means that the telephone comes from the 
inside the hotel, the receptionists will greet the guest or the caller by saying 
“Good Morning, Reception section, Tia speaking. May I help you?”  
Speaking distinctly with a warm welcoming tone is able to make the first 
impression to the caller special. It is also important to show the readiness of 
reception in serving the caller friendly. 
 During the conversation on the telephone, the receptionists must show their 
interest and concern to the reason for the call. They must be a good listener in 
responding the caller’s requests. The receptionists need to take a note if there are 
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some requests from the caller in order to make them easier in remembering it and 
avoiding a mistake.  
3. Handling the guest’s complaint 
The receptionists as an intermediary between the guests and the hotel have 
responsibility to receive and solve the guest’s complaint in order to improve the 
hotel’s service. In handling the guest’s complaint, a receptionist should follow the 
following steps: 
- Listening carefully    - Perceiving complaint seriously 
- Showing calm attitude   - Giving right explanation  
- Writing the complaint  
Besides, the receptionists need to maintain the communication amongst the other 
departments. There were some complaints from the guests in Sahid Kusuma Raya 
Hotel during my job training, namely: 
a. Complaint about mosquitoes 
The natural environment in Sahid Kusuma Raya Hotel area does not only 
gives special characteristic to the hotel, but this condition also gives a negative 
impact to the hotel, i.e. mosquitoes. Mosquitoes disturbed the guest’s comfort 
when they stayed in their rooms. To handle the complaint, the receptionist sent 
the staff from Housekeeping Department by calling them. Usually, the 
housekeeper would spray the guest’s room with mosquito repellent and gave 
special blanket to protect them from the mosquitoes. 
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b. Complaint about Television, AC and Telephone  
As a four star hotel, the room’s facilities in Sahid Kusuma Raya Hotel were 
completed with TV, AC and Telephone. Sometimes, these accommodations 
had a problem. The guests could just call the receptionist to inform the 
problem. Then, the receptionist called the staff in Engineering Department to 
repair the facilities. 
c. Complaint about water in bath tub 
In handling this complaint, the receptionist called the Housekeeping 
Department. Sometimes, this problem cannot be solved because it needed 
much time to make the water in bath tub clean. The receptionist needed to 
make negotiation with the guest if the guest wanted to move to another room. 
In moving the guest’s room, the receptionist must determine that the new 
room had the same type with the previous room. 
4. Handling the Guest’s Request 
A request from the guest related with service and facilities is a command for 
the hotel. It must be realized by the hotel staff in order to give the most 
satisfaction to the guests. There were the common requests from the guests in 
Sahid Kusuma Raya Hotel, namely: 
a. Linen 
Most of the guest’s requests are about linens, such as blanket, towel and 
prayer rug. The guests’ request of linen is the responsibility of the 
Housekeeping Department. They can order it to receptionists by phone. The 
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receptionists called the housekeeper to announce the room number. Then the 
housekeeper sent the linen to the guest’s room. 
b. Extra Bed 
Extra Bed is a kind of rollaway bed to add more bed in the guests’ room. It is 
also the responsibility of Housekeeping Department. The receptionist charged 
the guest for the extra bed request in guest bill. It is about Rp.150.000 for one 
extra bed. 
c. Doctor 
As one of the hotel’s services, Sahid Kusuma Raya Hotel provides several 
doctors to handle the guests who get sick during their stay. If the guests get 
sick, they can call the receptionist to request a doctor. The fee of this request 
will be charged on the guest’s bill by the receptionist. 
d. Taxi 
To make the guest easy in their transportation after check-out, Sahid Kusuma 
Raya Hotel provides taxi service. Sahid Kusuma Raya Hotel makes 
cooperation with one of the Taxi armada in Solo. In handling the request from 
the guest, the receptionists will call the taxi service by using radio 
communication connected to the taxi operator directly.  
e. The guest wanted to move to another room  
One of the right of the guests is to move to another room, if they are not 
satisfied with the room facilities. In handling the request, the receptionist must 
consider some rules, i.e. move the guest in the room having the same type 
according to the room ready for sale in the room availability list. If there was 
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no reserved room having the same type, the receptionist must make a deal 
with the guest about the new room. The receptionist needs to trade on her 
ability in pleading the guest, because sometimes there are only rooms with 
higher price. 
Basically, all of the departments in the hotel have responsibility in handling 
the guest request. However, each department served the request according to its 
own responsibility. In this case, the receptionists have important role as an 
intermediary between the guests and the hotel’s staff in informing and confirming 
the request from the guest. 
 
 
 
 
CHAPTER IV 
CONCLUSION AND SUGGESTION 
 
A. Conclusion 
Based on the discussion in chapter III, there are some conclusions that 
can be drawn from the observation and data in Sahid Kusuma Raya Hotel 
especially about the reception section. 
1. The Reception section 
The Receptionists have responsibilities to welcome guests, serve the 
guests and handle their complaints. A receptionist must serve the guests well 
in order to give them satisfaction to build good hotel reputation. The excellent 
service is the main key to give satisfaction when handling the guests. 
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Therefore, the first image of guests to the hotel comes from the receptionist’s 
service. 
 The role of receptionists as the intermediary of the hotel can be seen from 
the activities when serving the guest’s requests and complaints. Therefore, the 
cooperation between the receptionists and the other staff in the hotel is 
important to improve the service for the guests. The receptionists become the 
main staff in the hotel, because their responsibility in serving the guest is 
important to improve the hotel’s image. Besides, the receptionists have 
important role to increase the hotel’s income by selling the rooms. 
 
 
2. The personal qualities and skills of receptionist 
The personal qualities and skills of receptionists are important to support 
their activities in serving the guests. Great attitude and etiquette are useful to 
make the guests comfortable during their stay. Good communication is 
important to make the conversation between the guests and the receptionists 
run well. To make good relation with the guests, receptionists must be able to 
serve the guests friendly. The receptionists do not only have big responsibility 
to inform the guests about the hotel, but also all the information that the guests 
need related to tourism. Therefore, the receptionists need extra knowledge to 
give information to the guests completely and accurately. The ability in 
persuading the guests is necessary to offer the hotel’s room. The excellent 
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service and good personal qualities are the important key to make the guests 
comfortable during their stay in the hotel. 
 
B. Suggestion 
After the writer had done the job training for two months in Sahid 
Kusuma Raya Hotel, the writer can give some suggestions to the Front Office 
Department and the receptionists. 
1. The Front Office Manager should arrange the regulation well, especially 
the schedule to make the staff more disciplined. 
2. The Front Office Manager should make a good relation and cooperation 
with the staff to support their activities in handling the guests. 
3. The receptionists should improve their ability in English to handle and 
serve the tourists better.  
4. The receptionists should improve their personal quality and knowledge in 
their fieldwork to support their services in order to make the guests more 
comfortable during their stay. 
5. The cooperation between the receptionists and the other staff should be 
better in order to make every service to the guests faster and better. 
6. The receptionists should write down their important information about the 
guests in the logbook as a massage for the receptionist in the next shift. 
7. The receptionists should confirm the information about all the room status 
to the housekeeper to avoid Room Discrepancy. 
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